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COMPETENCY INDEX

for Public Library Statf Engaged in Customer Service Provision

Thematic Area 1: Information and Communication Technology

Thematic Area 2: Public Library Management

Thematic Area 3: Modern Library Services
Thematic Area 4: Soft Skills (Interaction with Users and Communities)

Thematic Area 5: Advocacy, Fundraising and Project Preparation



INTRODUCTION

The Competency Index for Public Library 5taff Engaged in Customer Service Provision (hercinafter referred to as the Index) is a basic
document of the Globi@] Libraries Bulgaria Training Program. The Index defines the ohjectives related to the professional training of Bulgarian

public library stafl that the training component should achicve in the framework of the GLE Program.

The document outlines the competency profile of public lihmarians engaged in reader service provision and reference, hibliographic and

information activitics. The Index is targeted at the 3000 librarans to be trained within the GLB Program.

The Index is structured in five arcas corresponding to the thematic arcas of training:

I. Information and Communication Technology

2. Public Library Management

3. Modemn Library Services

4. Soft Skills (Interaction with Users and Comnmunities)
5. Advocacy, Fundraising and Project Preparation

Analogous documents and contemporary sources outlining the vision of the modern Bulgarian public library were used o develop the

competency profile of modern librarians as specibied in the Index.

The Index was revised Following the analysis of the training conducted in 2011 to reflect the changes in the Training Program for Librarians.



Thematic Area 1: Information and Communication Technology

Module

Topics

Knowledge and Skills

1. Hardware aspects of the
P workstation

Introduction to computers
Hardware compuler components
Peripherals
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[dentify the elements of the PC workstation (PC, peripherals)

Familiar with the purpose and operation of peripherals most frequently
used in library activities

Familiar with technological terms

Understands the mole of computerized systems in the information eycle
Able o list the elements of o computer system

Able o identify the various types of computer systems and cheir use
Distinguish between and execule basic operations with computer
harcw are:
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compuier (swilch on, start, shut down, restart)

monitar (lum on, tum ofl)

functiomal keyboard features

use of external storage devices and external memory (floppy
disk, hard disk, CDs, DVDs, USE memory sticks)
audio-visual peripherals (speakers, headphones, microphone,
web camera, multimedia projector)

printer
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1L Soltware aspects ol the

PC workstation
Orperating systems and software ¥ Understand the purpose of the saltware in a computer svskem
applications ¥ Distinguish between an operating system and software applications
Library computer sysbems * Aware of the existence of various types of operaling systems and
software applications
«  Familiar with software development trends
¥ Cognizanl of the basic purpose of MS Office applications (lext-
processing, electronic spreadsheets, presentations, databases, publishing
«  Aoware of the existence of various software systems for specialized
library activitics
111 Waork with the
Windows operating system
First steps with Windomars ¥ Familiar with the basic functions and tasks of Windows
Control package and users ¥ Understand and perform basic Windows user commands For operating:
Work with windows files and folders, peripherals, user applications, network, multimedia
Work with file folders ¥ Understand and perform basic user Windows based operations: save,
Management of files COpY, Tename, move, open, delete
File svstem search ¥ Able o operate peripherals
Orperating environment seiup
Orperation of applications
Auxilinry software
Crperation of peripherals
V. Work with M5 Olfice
| 1)
. Waork with MS Waord ¥ Cognizanl of the basic functionalities of the MS Word texi-processing
application
¥ Understand and perform basic user commands for: typing, proofing, text
editing; creation and editing of graphic images: creation and editing of
spreads heets; document formatting, reviewing and printing
¥ Understand and perform basic user M5 Word based operations: save,

copy, Tename, move, open, delete; formatting, graphic images,
spreads heets, lists, documents; document merging; working with




different document views (print layout, web layout)

2. Work with M5 PowerPoint

3. Work with M5 Publisher

Cognizant of the basic functionalities of the MS PowerPoint presentation
application

Understand and perform basic user commands for: working with slides;
text typing. proofing and editing: creation and editing of graphic images:
creation and editing of spreadsheets; presentation formatting, previewing
and printing: presenting

Understand and perform basic user MS PowerPoint based operations:
SAVE, COPY, rename, move, open, delete presentation Ales; choose a
template, user sellings and presentation :l::-:ign [ormatting: formatting
text, graphic images, spreadsheets, lists; using sound and animation
effects in presentations; working with different document views (print
layout, presentation view, web layout)

Cognizant of the basic functionalities of the MS Publisher application for
preparation of publications

Understand and perform basic user commands for: using templates

i forms); text typing, proofing and editing: creation and editing of graphic
images; creation and editing of spreadsheets; publication formatting,
previewing and printing

Understand and perform basic user MS Publisher based operations: save,
copy, rename, move, open, delete publications; choose a form, user
settings and publication design formatting; formatting text, graphic
images, spreadshects, Nisis; work with different document views (print
layout, web Loyoul)

4. Work with M5 Fxcel

Cognizant of the basic functionalities of the M5 Excel application for
clectronic spreadsheets

Understand and perform basic user commands for: creation and editing
of worksheets and workbooks; typing and editing cell content; applying
arithmetic operations to numeric cells; editing and formatting

spreads heets; creation and editing of graphic images; spreadshect
previewing and printing

Understand and perform basic user MS Excel based operations: save,
copy. Tename, move, open, delete worksheets: formatting cell content
(lext, numeric), eraphic images, lists, spreadsheets; merse spreads heets;




work with different document views (print layout, web layout)

¥. Intermet and network
communication

Internet fundomentals
Fundamentals of web browsing
Work with Internet Explorer. Using other
wieh browsers

Searching with Internet Explorer
E-muail fundamentals

Work with Internet Mail Live
Cnline communication

Online social nelworks

Internet blogs

Internet security and security wools
Web design and publishing
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Familiar with the basic building elements of the internet structure, their
condition and development trends
Cognizant of:
o the purpose and functions of WWW
o the basic concepls of WWW
o the hasic technology and specific services available via WWW
o development trends for new WWW platforms
[Informed about the existence of various browsers and able to identify
them
Able o use basic functionalities of the Internet Explorer and Mozilla
browsers
Familiar with search engine terminology
Familiar with search engine operating mechanisms
Informed about the existence of varions search engines and able to
identify them
Informed shout the existence of:
o meta search engines
o specialized search engines
o popular web directorics
Able o use basic functionalities of some of the most common general
search engines
Cognizanl of basic criteria for evaluation of the information content of
Open SoUrces
Able 1o create o personal user account
Able w use: web based e-mail, Skype, 100
Able o send web based lext messages
Able o differentiote between the web 1.0 and web 2.0 platforms
Familiar with the nature and operating environment of the most popular
social networks
Understands problems related to libraries” inclusion in web 2.0
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Cognizant of the most popular Bulgarian social networks

Cognizant of the nature and specific features of blogs

Able o register their own blogs

Cognizant of hardware and software issues that can potentially canse
security breach

Cognizant of the mest common motives for attacks and the most
common attacks




Thematic Area 2: Public Library Management

Module

Topics

Knowledge and Skills

1. Mudern puhlic lihrary
vision

l. Mission and objectives of public
libraries

2. Public libraries — policies and
regulations on their development
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Identify and analyze the mission and goals of modern public braries
Present the objectives and activities of public libraries

Able to prioritize public library activities and effective performance
principles

Recognize libraries as part of the public sector. Familiar with basic
strategic program documents and standards for public libraries

Able o interpret the provisions of the Poublic Libraries Act

Familiar with the basic national legislation pertaining to libraries

Ahle toapply main legislative acts in public library proctice

Apply active legislation and able 1o assist users in areas like: economic
and social development; development of civil society, education, culture
and cultural heritage preservation: promotion of healtheare and health
related prevention

3. Public library network

Cognizant of the national network of public libraries; understand its key
players and their objectives

Cognizant of the types of functional library networks and their
characteristics (Automated Library Information Metwork: Digital
Metwork; user service networks, ete.)

Able to apply and use effectively network connections; utilize the benefiis
of coopemtive participation and resource sharing; overcome and solve
problems related to library involvement in regional, national and
international networks

11. Puhlic Library
Management

| Planning and crganization of library
activities

SSERES

Familiar with standards for maintaining library documentation
Able to collect librory statistics
Able o use strategic planning a5 a form of the planning process




feoordination between objectives and resources)

Ahle to perform operational planning (define priorities, mobilize and focus
oy implement these prioritics)

Cognizant of the problems of modern library standardization

v Able to
o develop a library specific annual plan and report based on public
library annual plan /report sample forms
o maintain the system of primary  lbrary documents
collect and analyze statistical information on both successiul
library performance and priority implementation and chanee
2. Organization of library resoumes. ¥ Understand the library collection management policy
Library stock. Library collections v Use library specific collection standards
v Ahble o analvee: docoment flow; Nbrary and information market; vsers and
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users” demunds; collection acoess opportunitics

Able o assist the effective renewal of collections and the creation of an
information system For the community about newly acquired print and
electronic lbrary resources

Characterize the development of main library resources

Implement resource development and assessment standards; apply
resource sharing principles

Implement practical approaches to resource creation and utilization
Implement practical approaches wo collection building; ahle 1o assess the
extemal environment, information infrastructure and information needs in
the communily

Ensure the storage and preservation of library collection items




3. Organization of librry resources.
Financial resources

Work to ensune the necessary amount of mandatory government funding
Wiork effectively 10 ensure a mandatory minimum of funds for public
library priority activitics, e.g. purchasing books and perindicals, database
subscription, computers and other technological tools, within the budget of
the institution hesting the library (e.g. achitalishte)

Look for opportunities for alternative library funding (sponsors, projects,
funds, contracis, library supporiers, library evenis, business, etc.)

Able o mobilize funds for the development of library activities ina
competent and justified manner

Ahle to build prionity setting strategies; know when and where to invest
the funds

4. Organization of library resources.
Library focilities. Material and
technological resources

Cognizant of standard requirements for library facilities and their
importance for the prowision of quality library services (library location;
capacity o perform various funclions, etc.)

Cognizant of hasic material and technological resources (library Furniture;
technological equipment; security systems)

Able toorganize the library facility and environment as an optimal
lozation for visitors, library stocks and provision of quality traditional and
innowalive services




5. Organization of libmry resources.
Human resources

Familiar with active documents and programs in the area of human
FESOUrces

Familiar with the categories of library staff

Familiar with personne] selection, evaluation, training and enhancement
Cognizant of the principles of human resource management, including in
the context of change

Cognizant of ethical norms in the libmrian profession

Ahle toselect good library professionals and helpers




Thematic Area 3: Modern Library Services

Module

Topics

Knowledge and Skills

L. Customer service

1. General rules for customer service in
public libraries

Understand the importance of information for problem solving and
building civil and information society

U= information in a legal and ethical manner

Cognizant of the requirements for free access o information as an
irreversible human right; ensure equal access rights to library
information

Understand and comply with copyright and intellectval freedom
legislation; protect the rights of information creators when mediating
between them and users

Understand and implement online safety rules for children

II. Keference and
information activities

| Effective dialogoe with users

2. Types of information sources

Familiar with methods for identification of infonmation needs and
formulation of information questions; identify information needs in the
commumnily

Solicit Feedback from users 1o gssess service effciency

Able w converse with users (conduct refercnce interviews; create user
profiles)

Able 1w offer suitable search strategies

Able o provide the necessary consultations for independent search
Able to assess users’ knowledge and mvolve them in the selection of
available informalion

Able to assess users” attitude toward results

Able o eritically assess information sources in terms of accuracy.
reliahility, currency, thoroughness, ele.

Cognizant of local information resources and able to refer users, i
needed, to other libraries or instiutes




